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Task —Develop new ideas or processes at the forefront of work

In this module students will scaffold the work they have done in Modules 1 and 2 to create something
entirely new for their organizations. The idea here is to be creative or innovative and to find ways to
reinvent part of or the entirety of the organization. The idea needs to be genuinely disruptive so that it
would create a dynamic of real change in the organization. Students need to consider their proposals on
a micro and macro level, taking into consideration potential reactions from all points of the business as
well as effective ways to manage those reactions. Students should focus on and demonstrate
knowledge of what is happening in their industries, current and anticipated trends etc. Attention should
be paid to significant themes like sustainability and the environment, global political situation,
technological disruption and business in the second part of the 2020s, bearing in mind lessons learned
during and after the Covid-19 pandemic.

This proposal could cover:

A new product

A new way of working or a new process to make work more efficient

A new organizational structure

A way of using new systems or new technology

A plan to expand into new markets

A plan to create an entirely new business in a new market

A way to build resilience into the business to be ready for future crises.
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Executive Summary

The history of the industry provides a shocking trend that of the Fortune 500 companies
listed in 1955, only 60 remained by 2017 (Perry, 2017). A striking 88% of these companies
either went bankrupt, acquired, merged, or dropped from the top rankings by revenue. This
dramatic turnover is emblematic of Schumpeterian creative destruction (Boehm, 2010),
where waves of innovation continuously reshape industries. Emerging technologies, novel
business models, and evolving processes render legacy approaches obsolete. While
disruptive, this cycle fuels greater efficiency, catalyzes new sectors, elevates living
standards, and propels global economic advancement.

This capstone project proposes a bold reinvention of Johnson Controls Digital’s business
strategy. By unlocking the full potential of the OpenBlue Platform, the initiative aims to
deliver transformative, customer-centric innovations that redefine smart building
experiences in the post-COVID-19 landscape- positioning Johnson Controls as a catalyst
for digital disruption and sustainable growth.

This proposal outlines a multi-dimensional transformation strategy designed to position
Johnson Controls Digital for sustained success. Key focus areas are:

e |nnovative Offerings: Developing a new product or service that harnesses emerging
technologies and market trends such as renewable energy integration, predictive
maintenance & adaptive workspace solutions to meet evolving customer demands.

e Agile Operation methods: Implementing new processes that enhance operational
efficiency, organizational agility, and enable more responsive decision-making.

e Organizational Realignment and customer focus: Restructuring teams and
functions to better reflect customer priorities and market dynamics, while
cultivating a culture of innovation, collaboration, and customer satisfaction.

e Technology Adoption: Adapting advanced systems, Al-driven analytics, intelligent
platforms to elevate customer experience and accelerate innovation.

e Driving Lifecycle business: Expanding into new geographies and adjacent business
segments to diversify revenue streams and extend Johnson Controls’ impact for
lifecycle business opportunity.

e Resilience Building: Embedding adaptive capabilities into the business to
proactively manage future disruptions, ensuring continuity, flexibility, and long-term
viability.

By aligning stakeholder interests, establishing robust governance frameworks, and
leveraging Johnson Controls’ resources and capabilities, this transformation will enable the
organization to anticipate and respond to the region’s evolving needs, driving meaningful
outcomes for customers and communities.
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Introduction

Johnson Controls, a company of nearly 140 years of existence, have been making
buildings better every day. It uses industry-leading building automation and hyper-efficient
heating and cooling systems to save energy and reduce emissions, making the world a
better place to live.

Johnson Controls, a global leader in smart building technology, poised to expand its global
reach with its innovative OpenBlue software solutions. It is JCI’s passion to build smarter,
healthier, and more sustainable tomorrows —for customers, communities, and our planet.

Johnson Controls at.a glance
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Asia-Pacific is a pivotal growth frontier for Johnson Controls, driven by rapid urbanization,
economic expansion, and a rising demand for smart, sustainable, and health-conscious
building technologies. As cities evolve and expectations shift, the need for agile, energy-
efficient, and resilient infrastructure has never been greater.

To meet this moment of opportunity, Johnson Controls must cultivate a dynamic,
collaborative decision-making framework, the one that harnesses the collective
intelligence of stakeholders across the value chain, including building owners, facility
managers, technology innovators, and policymakers . This collaborative approach is
essential to co-creating solutions that address region’s distinct challenges around
sustainability, wellness, and operational efficiency.

In the traditional business model, Johnson Controls primarily focused on
manufacturing and selling physical products, such as HVAC systems and BMS-
building automation equipment. The value proposition was centered on the quality,
reliability, and the performance of these products. Installation, maintenance, and
repair services were typically offered as separate, often reactive, services by country
business teams.
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The digital delivery model emphasizes integrated solutions and services that leverage
digital technologies to provide ongoing value to customers. The value proposition shifts
from a one-time product sale to continuous performance optimization, predictive
maintenance, and enhanced user experiences. The shift towards digital delivery allows
Johnson Controls to offer more flexible, scalable, and customized solutions tailored to
specific customer needs. This requires a change in how Johnson Controls interacts with its
customers, fostering long-term partnerships and focusing on delivering measurable
outcomes. Digital transformation requires a comprehensive approach that considers not
only technology but also organizational culture, talent management, and customer
engagement

As Customer Success Director for Digital Solutions at Johnson Controls, one is
responsible for spearheading strategic initiatives for digital adoption, tangible business
outcomes through our cutting-edge digital offerings while fostering long-term
partnerships with customers for recurring revenues. Hence, we need to focus on
developing new processes aimed at delivering outcome-driven solutions that support
sustainable and healthy buildings, enhancing the energy efficiencies that are alighed with
Johnson Controls’ Smart Buildings strategy through the OpenBlue platform.

¢ \la\uation 4

Customer
Expansion

This initiative should be tightly aligned with our strategic imperative to scale the OpenBlue
Platform while reinforcing Johnson Controls’ global mission. It must define clear
accountability, mobilize cross-functional stakeholder engagement, and provide actionable
direction across strategic and operational layers considering organizational design, cultural
context, and execution readiness. Success should be anchored in measurable outcomes
that demonstrate scalable, repeatable impact.
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Industry Analysis and Trend

The building automation and energy management industry is experiencing a profound
transformation, shaped by a convergence of sustainability imperatives, technological
innovation, and shifting customer expectations (Solnosky et al., 2020; Milenkovi¢, 2022).

Environmental concerns have become a strategic priority, driving demand for energy-
efficient solutions and renewable energy integration (Parikh, 2015; Solhosky et al., 2020).
The COVID-19 pandemic further accelerated the need for flexible workspaces and remote
management capabilities (Petrova et al., 2022), while underscoring the urgency of digital
transformation. Organizations were compelled to adopt new technologies to sustain
operations and maintain stakeholder connectivity.

Emerging technologies, including loT, Al, and cloud computing are unlocking new levels of
data-driven insight and automated decision-making. This disruption has catalyzed a shift
toward holistic digital strategies, with leaders aligning enterprise goals to deliver enhanced
customer centricity through innovative digital solutions (Petrova et al., 2022; Raghavan et
al., 2021).

For industry actors such as Johnson Controls Digital, this evolving landscape demands a
strategic reinvention of offerings and business models. Success will hinge on the ability to
anticipate regional sustainability trends, harness emerging technologies, and deliver
scalable, customer-aligned solutions that contribute meaningfully to the global
sustainability agenda.

Alignment with organization’s Strategic objectives

Itis an alarming fact that up to 90% of strategy implementations fail to deliver intended
outcomes despite the proliferation of strategic planning frameworks. This persistent gap
between strategy and execution presents a critical challenge, especially for firms
navigating complex, multi-market environments. This model underscores critical success
factors such as leadership, corporate excellence culture, stakeholder engagement,
communication, and risk management to ensure the success of JCl's Strategic Plan for
outcome success

Strategic objectives of an organization serve as the guiding principles that shape the
direction and the future of the organization (Alogan & Yetidots, 2006). Processes, on the
other hand, represent the specific activities and workflows that organizations drive to
achieve these objectives (Anttila & Jussila, 2013). Aligning these two critical elements is
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essential for optimizing operational efficiency and continuously driving improvement for
business growth (Murray & Trefts, 2000).

Strategic alignment is not a one-time event but rather an ongoing process that requires
continuous monitoring, evaluation, and adaptation (Anderson et al., 1989). The
performance of processes should be tracked against key strategic indicators, identifying
emerging challenges and opportunities to adjust and align with evolving strategic priorities
(Eisenhardt & Zbaracki, 1992).

The process should be desighed to achieve organization strategic vision:

1. Strategic Alignment

- Anchor to org. vision
- Define clear objectives
- Establish KPIs/OKRs

2. Process Selection 3. Current State Mapping

~ Prioritize high-impact - Visualize E2E process
workflows - Identify gaps & pain pts

- Assess value vs complexity ~ Gather stakeholder input

5. Stakeholder Mobilization
~ Co-create solutions
— Build change narrative
- Identify champions

4. Future State Design
- Align to strategy

- Simplify & digitize

- Define ownership

6. Pilot, Iterate, Scale
~ Launch targeted test

- Capture data + feedback
- Refine & expand

Digital Solution leveraging Sustainability, Environment and Customer. Focus

Johnson Controls’ Digital Solutions anchored by the OpenBlue platform, serve as a critical
enabler of smart building technologies. This cloud-based ecosystem seamlessly integrates
automation, energy management, and security systems to enhance building performance
and occupant well-being. To fully realize its potential, the success of OpenBlue hinges on a
robust, collaborative framework that unites a diverse array of stakeholders including
building owners, facility managers, technology partners, and policymakers. Such cross-
sector engagement is essential for co-creating innovative, sustainable, and energy-efficient
solutions that address the region’s distinct challenges in environmental stewardship,
healthy buildings, and operational efficiency.
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One of the key focus areas for the reinvention of Johnson Controls Digital is to embed
sustainability and environmental stewardship as core elements of the business model
centering around customers. This includes developing new products and services that
contribute to a greener future, optimizing operations to reduce the organization's carbon
footprint, and aligning the company's strategy with the United Nations Sustainable
Development Goals.

Compliance-innovation offers a promising approach to integrating sustainability and
innovation, as outlined in (Doyle et al., 2018). This involves using regulatory and
compliance requirements as a driver for developing new, more sustainable products and
processes. Sustainability should be at the heart of the company's innovative efforts,
leveraging it as a competitive advantage and a way to future-proof the business. (Liboni et
al., 2016)

As discussed in Module 1, Digital transformation can be a powerful enabler of green
innovation. By leveraging advanced technologies, data analytics, and intelligent systems,
Johnson Controls Digital can develop new solutions that enhance energy efficiency,
renewable energy integration, and sustainable building management.

Digital solutions are key to maximizing growth, particularly in the context of the building
lifecycle. By providing integrated solutions that optimize energy efficiency, sustainability,
and automation will help organizations and property owners to unlock value at each stage
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of the building lifecycle. This strategic plan presents potential options for Johnson controls
reaching 10x targetin 3-5 years

This strategic plan outlines a potential roadmap for successfully enhancing, implementing,
and expanding Johnson Controls digital solution in the next 3-5 years. It builds upon the
company's existing strengths and reputation over 140 years including JCI’s strong brand
recognition, innovative technologies, and broad partner network.

Creating a new class of smart, healthy & sustainable buildings
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Strategic Journey for JCI Growth opportunities

A winning strategy is built on three essential outcomes: attracting and retaining loyal
customers, becoming a destination for top-tier talent, and consistently delivering
sustainable, high-impact results. Together, these essentials create a resilient foundation
for long-term success and market leadership.

BE A MAGNET
FOR TOP
TALENT
Solid safety metrics, high
engagement and low
attrition from enablement
of frontline, growing and

WIN AND
RETAIN
CUSTOMERS

involving everyone in
building a better JCI

DELIVER
SUSTAINED
RESULTS

Better than our competition,

Making room for re-
investments, for our
shareholders, outperforming
our competition
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To embark on this strategic journey, JCIl to develop superior capabilities and a value
proposition through its 4 strategic pillars: strengthening core product and offerings, driving
digitalization across the business, advancing sustainability, and verticalization with tailored
solutions to address the unique needs of customer business.

This approach promises distinctive differentiation (Jerab, 2023), fostering optimism and
growth for JCI, aligned with its purpose, vision, and mission, all while being guided by its
values and corporate excellence culture (Module 2).

The implementation of the strategic plan proposed for JCl is expected to encounter diverse
challenges in today's VUCA business environment (General et al., 2018). To effectively
navigate these dynamics, JCl must adopt an innovative and collaborative approach to
problem-solving and decision-making as outlined in Module 2. This approach is designed
to break down internal silos, harness collective resources and capabilities, and tackle
obstacles using efficient Pareto prioritization techniques (Powell et al., 2015). By
streamlining issue resolution and enhancing organizational agility, this method ensures
active stakeholder engagement across all levels. Ultimately, it empowers leadership to
focus on forward-looking strategic thinking essential for reinforcing JCI’s growth pillars,
sustaining momentum, and solidifying its position as a future market leader with
unmatched digital capabilities.

What is a business system?

5 2%&

It's how we do what we It's a global and cross-functional The winner is the company that
do. It's how we win. language and methodology for is the most capable: both
how we communicate and capable, empowered front
collaborate to win. line people and processes.

Despite its past successes, JCl cannot afford to become complacent in today’s fast-
evolving landscape. To stay ahead, the company must embrace an agile, forward-leaning
strategy that continuously adapts, innovates, and responds to shifting market dynamics
and technological breakthroughs. Like any enterprise, JCl operates within resource and
capability constraints, making strategic prioritization essential. By focusing investments
where they deliver the greatest impact, JCl can activate a powerful flywheel effect,
accelerating momentum, driving disruption, and reinforcing its leadership in smart,
healthy, and sustainable buildings, fully aligned with its mission.
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Johnson controls continuously thrives to become the top market leader in Digital. With
innovative product development, strategic acquisitions and focus on sustainability and
global expansion Johnson controls has already laid a deep foundation in the early years of
its digital journey

I

Achieve Market Leadership

Step Change: /”_\

Scale and Reach Profitability
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Achieved Goals: for smart buildings loT platforms

Laid Solid Foundations . G ically thanks t tabl
= Scale existing offerings via new GTM TR OIGAN O TR 0 fapoa e

/—’% recurring, and high-margin offerings
motions, cross/up-sell, and synergies S o ;
« Created market-backed portfolio = Launch new offerings in industry and g g:o?:th toea%% s?::l’evclaar c’;:;%a"'i‘u:s
of OpenBlue Saa$ offerings professional services, delivering more

+ Acquired leading IWMS capabilities Al-enabled outcomes ’ E:,‘,’,e:,olf;:::'so;ui\,’: ?:e s‘{;’;’;‘iﬁ‘"’
with FM:Systems and integrated « Complete marketing, branding, and a-Service, Building Operat.i%g.; Systems)
FM-OB as a unified organization commercial integration : Y
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to 50%, reducing losses by 25 p.p.

With this strong foundation, Johnson Controls should anchor its strategic initiatives to
capitalize on emerging market opportunities, intensifying commercial execution, delivering
differentiated solutions, and optimizing lifecycle management. Together, these four pillars
will drive sustained growth and reinforce the company’s competitive edge in securing an
expanding share of the global market.

Market Commercial

h Differentiated
Opportunities Intensity

Solutions

Secure our rightful and profitable market share by driving commercial excellence,
standout solutions, and value through lifecycle management

To capitalize on the opportunities and align it with the strategic mission, the new process
should draw insights from Jonhson Control’s existing capabilities & earlier contributions.

The interplay of continuous reflection and action is the backbone of sustainable growth
and success. It allows the organization to remain aware of the changing environment, stay
responsive to changes, and keep improving. The journey of growth is not linear but cyclical,
driven by a constant process of looking back, learning, and then moving forward with new
insights.
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Customer and Brilliant with the Optimizing
market insights fundamentals / 4 Performance

Maintain a close pulse on changing Ensure the fundamentals of running a .o N Remove variation, simplify and
industry and market dynamics, profitable business are in place, 4 € improve predictability of our
responsive to customer feedback and including consistent revenue growth, 48 § operations by harnessing data and
secular trends margin expansion through value- ¥ N aligning resources to growth

based pricing, managing costs, 3
and collecting cash

e Customer and their changing needs are very important pillars. Keeping a close
watch for changing industry, market dynamics and customer feedback is key to
success.

e Keeping the business foundation strong with clear fundamentals of running
profitable and stable business with revenue flow. Organization should not lose its
vision while thriving for expansion and vertical growth.

e Simplification and scalability are essential for rapid growth of an organization.
Harnessing data and optimizing performance are critical for value growth and
predictable operations.

By executing a multifaceted strategy, OpenBlue is poised to become the de facto standard
for smart building solutions. Johnson Controls’ commitment to localization, ecosystem
partnerships, capacity building, and innovative deployment models positions OpenBlue as
a transformative platform, one that meets the diverse needs and aspirations of the building
industry. This strategic approach accelerates the shift toward a more intelligent,
connected, and sustainable built environment.

Be Customer Centric

Customer success is pivotal in determining the longevity and profitability, necessitating a
paradigm shift towards customer-centric operational models (Mendoza et al., 2006). This
transformation involves the strategic integration of people, processes, and technology, with
data serving as the linchpin for achieving sustained customer satisfaction and fostering
enduring relationships. The alignment of data, processes, and technology is critical for
operational efficiency, enabling businesses to tailor marketing plans to individual needs,
match designs in a timely manner, and document long-term information requirements
(Yang & Han, 2020).
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& Support

Custormer Success Criteria

Itis required to move beyond transactional interactions and cultivate deeper and
meaningful engagements that address the evolving needs of the customer (Sardjono et al.,

2021).

The process should be desighed considering the key areas for a balanced and beneficial
outcome.

Optimise Customer Success through Data-Driven Strategies: Data-driven
strategies are essential for cultivating lasting customer relationships, improving
customer experiences, increasing customer loyalty, and maximizing customer
engagement (Rane, 2023).

Integrating Technology for Enhanced Customer Success: The integration of
technology is pivotal for translating data into tangible action driving customer
success outcomes, (Odedina, 2023). By optimizing customer interactions and
identifying opportunities, technology not only reduces costs but also enhances
overall customer experience.

The Human Element in Technology-Driven Customer Success: While technology
and data provide insights, the human element remains indispensable in customer
relationships. Human intuition and empathy are essential for understanding
customer emotions, building trust, and resolving complex issues. Companies that
invest in their employees and create a customer-centric culture are more likely to
foster loyalty, advocacy, and long-term relationships

. ________________________________________________________________________________________________|
BY VICTORIA PRINCE 13




Proposed Reinvention for Johnson Controls

An Integrated Sustainable Building Platform powered by Open Blue Platform

My proposed reinvention is the creation of an Integrated Sustainable Building Platform, an
evolution that harnesses the full potential of the OpenBlue ecosystem to provide a
comprehensive solution for building owners and facility managers. This platform would
integrate a range of advanced technologies and capabilities to drive sustainable, efficient,
and resilient building operations. It represents a forward-looking approach to smart
infrastructure, tailored to meet the region’s diverse needs and accelerate the transition
toward a low carbon, digitally enabled built environment.

Digital Platforms based approach o
Building platforms as an enabling framework

1. Data driven 3. Energy 4. Collaborative | 5. User 6. Innovative

operations workforce Efficiency co-innovation engagement design platform
platform management platform platform
platform

System of intelligence with common digital foundation

“Sustainability has been at the heart of JCI business & is fundamental to everything
we do”. Johnson Controls has deep commitment in addressing climate change as almost
40% of global CO2 emissions come from buildings.

Delivering sustainability Improving our operational footprint

CO.e %

SoRTT 4TKe  TEEEET 2 100%  100%

employees have sustsinability 42% Manufacturing Increase in energy of our U.S. manufacturing

through energy and opersfional or diversity goals in their Sites Landfill Free productivity since 2022 electricity consumption offset
savings since 2000 performance reviews Reduction COse with renewable energy
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As part of its overall commitment to environmental sustainability, Johnson Controls to
integrate sustainability considerations into the development and deployment of Smart
Building OpenBlue Software. This should have key initiatives like:

e Enhancing the software's ability to monitor and optimize energy consumption, water
usage, and other environmental performance metrics in buildings. (Clark, 2019)

e Incorporating circular economy principles into the design and delivery of the
software, such as using recycled materials and enabling the reuse or repurposing of
hardware components. (Taha & Elabd, 2021)

e Partnering with local governments, industry organizations, and NGOs to support the
development of sustainable building standards and certification programs

e |nvesting in renewable energy and carbon offset projects to reduce the
environmental impact of the company's operations and products in the region.

Sustainability Challenges for Smart Buildings

The integration of sustainability principles into smart buildings presents a multifaceted
challenge, demanding a holistic approach that considers design, construction, operation,
and decommissioning (Dutil et al., 2011). Smart buildings must prioritize the preservation
of limited resources and enhance the perceived quality of life while integrating individual
building systems (Apanaviciené et al., 2020).

This integration necessitates a deep dive into the complexities of energy demand, water
management, material selection, and waste reduction, all of which are intricately
interconnected and require careful consideration to ensure long-term sustainability (Ugah
et al., 2024). Addressing the issues of user well-being and indoor environmental quality is
critical to maximizing the positive social impact, while minimizing energy consumption and
negating environmental effects.

Designing sustainable, healthy, energy-efficient smart buildings is complex and demands a
holistic and collaborative approach. The customer success process within the realm of
smart buildings is intricately linked to ensuring that the implemented technologies and
sustainable practices effectively meet the needs and expectations of building occupants,
owners, and other stakeholders. This entails a comprehensive approach encompassing
various stages

e Understanding the unique requirements and preferences of customers is
paramount. This may involve strategies to improve occupant well-being, reduce
energy consumption, and enhance operational efficiency.

e Effective communication and collaboration are essential throughout the customer
success journey. This includes providing clear and transparent information about
the benefits, features, and limitations of smart building technologies, as well as

actively engaging customers in the decision-making process.
|
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e Thirdly, proactive monitoring and maintenance are critical for ensuring the long-
term success of smart buildings. This involves leveraging data analytics and remote
monitoring tools to identify and address potential issues before they escalate, as
well as providing timely support and training to building occupants and operators
(Mazzara et al., 2019). The integration of Building Information Modeling, Artificial
Intelligence, and the Internet of Things can help address the challenges within the
construction sector (Dagou et al., 2025).

By aligning Johnson Controls smart building technology with sustainability goals, the
organization will not only contribute to the overall environmental performance of buildings
but also position itself as a leader in the growing market for green and energy-efficient
building solutions.

OpenBlue platform plays a crucial role in supporting 2030 Sustainability Master Plan,
which focuses on portfolio resilience, resource efficiency, and sustainability innovation.
OBEM contributes by:

o Optimizing Energy Use: Leveraging Al-driven analytics to reduce energy
consumption across the properties connected through the platform.

e Enhancing Operational Efficiency: Providing predictive maintenance and
automation to streamline building operations.

e Supporting Carbon Reduction Goals: Helping to achieve its emissions targets
through intelligent energy management and innovation.

o Driving Sustainability Innovation: Integrating smart building technologies to align
with long-term environmental commitments.

2030 Sustainability Master Plan Goals

Commit to stay nimble and review our sustainability goals and strategy every two years in line with shifts in the global landscape

Goal #1 Goal #2 Goal #3
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With evolving business demands and rapid customer requirements a continuous product
enhancement is critical to remain competitive for achieving business goals of the
organization. Moreover, the integration of user behavior data with building management
systems represents a critical area forimprovement, allowing for a more holistic approach
to energy management (Li, 2024).

1. Energy Efficiency for cost optimization

Enhancing the energy efficiency of buildings is a vital part of Johnson Controls'
sustainability strategy and a major catalyst for expanding its Digital Solutions business
in Asia. The company aims to utilize its Open Blue Platform to assist customers in
achieving substantial reductions in energy use and greenhouse gas emissions, while
also decreasing operating costs and enhancing the overall performance of their
buildings.

To achieve these energy efficiency goals, the integrated platform must encompass
technological innovation, strategic partnerships, and a commitment to fostering a
culture of sustainability (Papadakis & Katsaprakakis, 2023).

e Identify and implement the most effective energy-saving technologies and
strategies, such as high-performance building envelopes, efficient HVYAC
systems, and advanced building automation and control systems.

e Optimize the integration of renewable energy sources, energy storage, and
microgrid technologies to reduce reliance on fossil fuels and improve grid
resilience.

e Utilize data analytics, machine learning, and Al-powered systems to
continuously monitor and optimize building energy performance, identifying
opportunities for further improvements.

e Foster partnerships with key stakeholders, including building owners,
developers, policymakers, and technology providers, to drive large-scale
adoption of energy-efficient building solutions across the region.

e Ensure that energy efficiency initiatives are closely aligned with the overall
strategic objectives of Johnson Controls and its customers, balancing
environmental, economic, and social considerations.
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2. Healthy Buildings for occupant well-being

In addition to sustainability, Johnson Controls Digital Solutions should focus on creating
healthy built environments that support the well-being of building occupants. The
importance of healthy buildings and indoor air quality (IAQ) has significantly increased
after COVID-19.

People spend approximately 90% of their time indoors, highlighting the critical impact of
the indoor environment on human health and productivity (Tran et al., 2020). Johnson
Controls' Healthy Building initiative should enhance the well-being of building occupants
by optimizing indoor environmental quality and creating spaces that cater to the
multifaceted needs of individuals (Altomonte et al., 2020).

o Enhanced ventilation strategies, such as demand-controlled ventilation to
optimize fresh air intake based on occupancy levels and real-time air quality
conditions to ensure the indoor spaces are adequately ventilated while
minimizing energy consumption (Persily & Emmerich, 2012)

o Sophisticated filtration systems are used to remove particulate matter,
allergens, and other airborne contaminants, contributing to improved indoor air
quality and reduced respiratory health risks

o The program should integrate advanced technologies, data analytics, and
sustainable practices to transform buildings into environments that promote
physical, mental, and emotional well-being (Dai et al., 2025).

o Smart building technologies that allow occupants to personalize their thermal
comfort, lighting, and acoustic settings, thereby promoting individual well-being
and satisfaction.
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o Real-time monitoring systems to continuously assess air quality parameters,
allowing building managers and occupants to make informed decisions and
interventions to improve the indoor environment (Marques & Pitarma, 2019).

o Byincorporating a holistic perspective, healthy buildings should address the
complex interplay of factors that influence occupant comfort, satisfaction, and
overall health, with the goal of fostering healthier and more productive indoor
spaces (Wierzbicka et al., 2018).

Building on the foundation established in the previous sections, the proposed Integrated
Platform for Johnson Controls' Digital Solutions business will be structured to address the
unique challenges and strategic priorities of the organization. This will prioritize the
creation of healthy, comfortable, and productive indoor environments that enhance the
overall well-being of building occupants. By leveraging the latest smart building
technologies and design principles, the process will aim to improve air quality, promote
physical activity, and foster a sense of community for a sustainable built environment.
(Assali, 2016; Karimi et al., 2023).

OpenBlue Enterprise Manager Reduce carbon Track Sustainability Key Performance Frll AT s
emission Goals Indicator
sustamanm

Energy Manager automatically collects, analyses, and displays information for all configured physical meters (Online/Offline meters).
Supports creation of virtual meters to substitute sub-metering or create calculated values online.

= Consumption and Demand Comparisons, Energy Profiling, Consumption Profiling, Demand Profiling. Data anomaly detection and
auto-correction using Al.

3. Differentiated product positioning

Johnson Controls has a diverse product portfolio, primarily focusing on building
technologies. The smart building technologies are rapidly growing, driven by increasing
urbanization, concerns over energy efficiency and sustainability, and the need for building
automation to support country's economic development. (Celebi, 2008) To capitalize on
this opportunity, Johnson Controls should adopt a multi-phased approach and expand its
Smart Building OpenBlue Software offerings to increase market share
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Manufacturing and Procurement

Johnson controls, with its vast industry experience and deep domain knowledge, should
focus more on delivering integrated, value-driven solutions rather than just individual
products. Instead of selling products with fixed prices, Johnson Controls implements
outcome-based contracts for the guaranteed results for energy savings and sustainability
targets. It will need a new strategy for creating customer success and long-term
relationships.

Integrated Solutions- Integrated Solutions is modularization of JCI's building systems offerings through
Solution Modules to meet customer needs
Energy efficient Space Cooling & Security & Asset Life & Asset Redundant
plant operations Precise Control Protection Safety Network

gg
s .
kS ]
g I
.y Data Centre A i
| services ’ - - -

1. OPEN architecture of Data convergence 1. Maximize Entitlement upfront
Customer 2. Reduces risk of interdependencies JCI 2. Increased lifecycle revenue & margin
3. Simplified operation >> Lifecycle value

Lifecycle solution approach of * Need A - ioning - ion - Service'

Value Discovery / Modular
Need Assessment Solutioning

Data enabled
Service

» Integrated Delivery

Key issues that Johnson Controls' Digital Solutions address:

* Sustainability Innovation & Technology: OBEM across the portfolio — Al driven plant
optimization

* Healthy & Safe building (Delighted Occupants) - IAEQ-Smart Toilet

» Sustainable Operational Excellence (Efficient FM Operations) - Data driven
predictive regime —FDDs

* Enhanced building Asset — Performance optimization with Asset age analytics

* Productive workforce — KPI definition/benchmarking and measurement around
maintenance response
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4. Service Enhancement with Customer Centric Approach

Johnson Controls' extensive portfolio of building technologies like energy management and
sustainability help to drive the customer-centric service approach that involves both
product-related services (e.g., installation, maintenance) and value-added offerings
enhancing customer experience and retention. To differentiate JCIl from competing smart
building solutions and to strengthen customer loyalty, we have an opportunity to improve
the service offerings with customer focus approaches.

e Expandingthe range of service offerings includes predictive maintenance, remote
monitoring, and data-driven optimization to provide a more comprehensive solution for
building owners and facility managers.

e Proactive Customer Support and Ongoing Engagement for 24/7 Monitoring and Remote
Diagnostics. Preventative maintenance services based on remote monitoring to ensure
customers’ systems are always performing optimally, reducing emergency service calls,

lowering operational costs.

e Improving user experience through regular updates, feature enhancements, and
intuitive interface design. This will involve incorporating customer feedback, industry’s
best practices, and the latest user experience design principles.

e Developing a robust training and certification program for building operators and
technicians to ensure effective deployment and utilization of the OpenBlue software.

These initiatives will be underpinned by a deep understanding of customer needs, pain
points, and expectations, as well as a continued focus on service excellence and

innovation.
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5. Customer Retention — Cornerstone of SaaS Business Sustainability

Even after developing a great product and identifying the target market, it is crucial to invest
in retaining the existing customers as to selling to new customers.

e Whyis customer retention important?

Customer retention measures not only how successful a company is at acquiring new
customers but also how successful they are at satisfying existing customers. The ability
to retain existing customers is a key objective of relationship marketing (Ahmad &
Buttle, 2002). Retaining customers typically proves more cost-effective than acquiring
new ones, making it a cornerstone of superior relationship economics (Ahmad & Buttle,
2002). A more holistic perspective on customer retention extends beyond the simple
binary of retain/not retain (Ascarza et al., 2017). A more holistic perspective on
customer retention extends beyond the simple binary of retain/not retain (Ascarza et
al., 2017). It also increases ROI, boosts loyalty, and brings in new customers through
the existing customer business.

e Customer retention is a strategy

Customer retention is more than just a strategy; it serves as a foundational framework
that directs business goals and assesses their outcomes (Pereira et al., 2025). Focusing
on customer retention translates into enhanced profitability through multiple avenues.
Retaining existing customers often yields a higher return on investment compared to
acquiring new ones (Suh, 2023). Long-term customer relationships are fostered through
relationship marketing that has a significant impact on customer satisfaction, trust,
commitment, and communication (Rosario & Casaca, 2023). Loyal customers tend to
spend more over time, are more receptive to new offerings, and often act as brand
advocates through positive word-of-mouth referrals (Pereira et al., 2025). Increasing
customer retention rates by even a small percentage can substantially increase a
company's net present value (Ahn, 2020).

o Affordability: Itis 6 to 7 times more expensive to acquire a new customer thanitis
to retain an existing customer.

o ROIl: 5% increase in customer retention can increase company revenue by 25-95%.

o Loyalty: Retained customers buy more often and spend more than newer
customers. They have learned the value of a product or service and the strong
organization values to keep coming back again.

o Referrals: Satisfied, loyal customers are more likely to sing a company's praise
and refer to their friends and family bringing in new customers, free of charge.
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Business stability: Reduced customer churn leads to predictable revenue streams,
enabling better forecasting and resource allocation. In competitive industries, a
strong base of loyal customers provides a buffer against market fluctuations and
competitive pressures

Brand reputation: Retaining customers enhances a company’s reputation and
brand image (Han et al., 2009). This can have a significant impact on profitability
and growth (Roberts-Lombard, 2009).

Customer Satisfaction: High customer retention rate can be a strong indicator of
customer satisfaction, which in turn enhances the overall brand equity.

How to achieve customer retention

Customer retention is critical for achieving sustained growth and profitability,
requiring a strategic focus and comprehensive approach. By prioritizing customer
satisfaction, building strong relationships, and effectively addressing customer
needs, businesses can cultivate lasting loyalty and drive long-term success. To
effectively manage customer relationships and ensure retention, companies must
adopt customer-centric approaches. Providing exceptional and personalised
customer service that exceeds expectations encourages customers to remain loyal
(Bariha, 2021).

6. Local Empowerment for collaborative delivery for improving customer experience

Digital solutions being a remote business managed by global team, itis important to
enhance local team relationships for in-person engagement and business growth.
Collaborative delivery models foster synergistic relationships between global teams, local
teams, and customers. Leveraging local expertise and resources to deliver customized
solutions and services resonate with the specific needs and preferences of customers
(Macchion et al., 2016).

‘One-size-fits-all’ approach is often ineffective in managing customer relationship.
Understanding local market dynamics, people culture and local nuances are
essential for building strong customer relationships and achieving sustainable
business growth (Macchion et al., 2016).

Collaborative delivery, in the context of customer relationship management, refers
to a strategic approach where organizations partner with local working teams to
enhance customer interactions and service delivery (Ezilarasi & Kavitha, 2022).
This model emphasizes shared responsibility and mutual benefit, with both the
global organization and its local branch contributing their unique strengths and
expertise to create a seamless and personalized customer experience.
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Executing Customer Success as ONE JCI: Teams, Roles and Responsibilities

CUSTOMER SUCCESS FRAMEWORK

E Adopt & Transform Unlock value

sal Initiation [Activation)
ales process ye —

Contractward  RESUITEMENt Aralysis Project Panring | Sohuon docs

Product Support 1l

] Feoert bt IS 111 Issu (Ticket; L1 through L3) handling & resolution

S
ncerszandin
Z e e lat] 1

Project kick-off — External (Customer) 1

Legena:

BranchyGountry — Sales.

J SrsnetvCounty - Exscuton £ 65
| 5 - Region (4P40)
G5 Ditst Sarge | Obr gl

g, if applicabie | Risk

Johnson ﬂ))I(,

Controls

The process plan should include some of the key principles for execution success:

e Local country engagement is a cornerstone of successful collaborative delivery.
Local collaboration is essential for fostering trust through tangible support and
building rapport with customers, as it demonstrates a genuine understanding of
their values and preferences. This collaboration enables JCI to tailor its customer
relationship strategies to the specific needs of the local market, understanding the
country standards and sustainability goals, presenting the products and services
relevant and appealing to local customers.
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e Well-defined roles and responsibilities within local teams cultivates a robust
customer relationship ensuring customer success in contemporary business
environments (Sayogo et al., 2016). This clarity fosters a sense of ownership and
accountability, motivating individuals to take proactive measures in addressing
customer needs and resolving issues promptly. In contrary, the absence of clear
roles can lead to confusion, duplicated efforts, and missed opportunities, all of
which can negatively impact the customer experience and hinder the achievement
of customer success objectives. The effective management of customer
relationships encompasses not only building connections between companies and
customers but also fostering intimate and profitable customer relationships
(Sardjono et al., 2021).

Key Roles and Responsibilities - Branch

Role : DSAM (Digital Service Account Manager) — Branch

Responsibilities Key Roles and Responsibilities - Branch

. Responsible for end-to-end project success leading to life ¢
. Manage customer relationship throughout the project lifec
Support site survey and data gathering for deployment pre
Co-ordinate with 3rd party vendors for site assessment anc
. Facilitate digital readiness of the facility/ site for deployme:
. Customer IT approvals & network access for data onboardil
. Hardware procurement (like OBB, IAQetc) and complete in
. Troubleshoot and fix data and site related issues

9. Support global onboarding teams (IEC) for Data ingestion a
10.Manage project delivery schedule and budget

11.0btain customer sign-off and subscription start on delivery
12.Issuance of inter-co PO and completing it in DOP { Digital O
13.Maintain data quality and integrity of the platform throug
14.Support customer on change management processand pla | g

Role : DTAM (Digital Technical Account Manager) - Branch
. Responsibilities

. Technical advisor for customer leading to digital business growth.
. Influence product roadmap for customer digital growth strategy and budget
Ensure data health of the solution ; identify and fix the cause of issues / data loss.
. Drive user onboarding with additional training / support, when required.
Continuous assessment for higher ROl , increased energy savings and higher platform adoption
. Develop simple custom report, widgets, analysis for customer business requirement
. Fine tune FDD* diagnosis and cost expression when required .
. Technical support for QBR / MOR and strategy discussion with customer
. Develop and execute Value delivery for continual success
------ 10.Provide ongoing configuration® due to changes in site (Un-mapping old points and re-onboarding existing points)
16.Run Delivery progress meeting during delivery phase and € | 11 Support customer on change management process and platform adoption plans

00N OB W N

00N LB W N e

* Notes of clarification:
Ongoing configuration — DTAM services are limited to minor adds/moves/changes; New buildings or large configuration that impacts
subscription price would be handed over to Sales team for expansion opportunity.
Complex FDD with additional configurations to be evaluated for cost impact / Variation Order
Complex reports to be evaluated for cost impact / Variation Order

e The strategic implementation of methodologies like RASCI offers a structured
framework for delineating roles and responsibilities, ensuring that each team
member comprehends their specific contribution to the overall customer
relationship management process (Redjeki, 2021). By mapping out these roles for
each task or decision within a customer relationship management process, the
RASCI matrix provides a comprehensive overview of who is responsible for what,
thereby eliminating ambiguity and promoting accountability (Jacka & Keller, 2012).
Implementing a RASCI matrix can significantly enhance the efficiency and
effectiveness of local teams by fostering a shared understanding of roles and
responsibilities.
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The collaborative delivery that is effective in customer management also enables to
shorten sales cycles, lower sales costs, and identify new markets and channels for growth
(Wang et al., 2022). Ultimately, the efficiency of customer service processes and the
successful implementation of CRM solutions are significantly improved through
successful local collaboration

To successfully implement the Integrated Sustainable Building Platform with renewed
customer focus, | propose the following disruptive strategies:

e Organizational Restructuring: Transition from a traditional product-centric business
model to a more agile, customer-centric structure that prioritizes the delivery of
integrated, sustainable building solutions.

e Talent Acquisition and Upskilling: Invest in attracting and developing a workforce
with expertise in emerging technologies, data analytics, and sustainability-focused
design and implementation.

e Ecosystem Partnerships: Forge strategic alliances with technology providers,
renewable energy companies, and sustainability consultants to create a robust
ecosystem that can deliver comprehensive solutions to our customers.

e Shift to a Platform-based Business Model: Leverage the Open Blue platform to
create a scalable, cloud-based solution that can be rapidly deployed and
customized to meet the diverse needs of customers across the region.

e Sustainability-Driven Marketing and Branding: Position Johnson Controls Digital as a
champion of sustainable building practices, leveraging the Integrated Sustainable
Building Platform to demonstrate our commitment to environmental stewardship
and our customers' net-zero goals.

e Embracing a Growth Mindset: Foster a culture that encourages innovation, rapid
prototyping, and the ability to adapt to changing market dynamics and customer
preferences.

e Proactive Stakeholder Management: Anticipate and address potential resistance to
change from within the organization, as well as potential concerns from regulators,
industry associations, and the broader community.

e Continuous Improvement and Optimization: Establish robust feedback loops and
data-driven decision-making processes to constantly refine and enhance the
Integrated Sustainable Building Platform, ensuring that it remains at the forefront of
industry trends and customer needs.

By implementing these disruptive strategies, Johnson Controls Digital in Asia will be
positioned to reinvent itself as a leader in the sustainable building solutions market,
driving innovation, enhancing customer value, and contributing to the region's net-zero

goals.
|

BY VICTORIA PRINCE 26




1.Telent Development and Organizational Transformation

A strong talent strategy combined with effective organizational transformation is essential
for executing a strategic plan and driving successful business growth in Johnson Controls.

o
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and Partnerships and Partnerships

Building Partnerships

Leadership development is critical for organization’s transformation and success. It should
be integrated with the company’s diversity and inclusion efforts, not only attracting diverse
talent but also nurturing for leadership positions. Leaders drive effective change
management with growth mindset for quickly adapting and progressing strategic plans.

e Investingin upskilling and reskilling programs to equip the workforce with
competencies in cutting-edge technologies like Al, machine learning, data analytics
and more.

e Investingininternship programs to attract young talent and help them build necessary
skills for future roles in the company.

e Fostering a culture of collaboration, agility, and continuous learning within the
organization to enable rapid adaptation to market changes and customer needs.

e Strengthening the company's capabilities in areas such as digital marketing, data-
driven decision-making, and strategic partnership management to support the
successful execution of the expansion plan.

e Establishing a robust performance management system to aligh employee goals and
incentives with the strategic objectives of the business, ensuring accountability and
driving sustained growth.
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These organizational talent-focused initiatives should enable Johnson Controls to build a
strong, resilient, and customer-centric team capable of delivering exceptional value to its
clients.

2. Organizational Restructuring

The success of the proposed collaborative problem-solving and decision-making process
will depend heavily on the organizational structure and culture of Johnson Controls' Digital
Solutions business. To ensure its effective implementation, a robust governance
framework will be established. Dedicated business unit to oversee specific market
requirements for developing and deploying smart building solutions. It will be led by
experienced leaders for cross functional activities leveraging the strength and expertise of
overall organization.

The governance framework will provide clear guidance and accountability for the
collaborative problem-solving and decision-making process, ensuring that itis
implemented effectively and in alignment with the organization's strategic priorities.
This framework will define the roles and responsibilities of key stakeholders, establish
decision-making protocols, and put in place monitoring and evaluation mechanisms to
track the process's impact and drive continuous improvement.

3. Stakeholder Management

The successful implementation of the collaborative problem-solving and decision-making
process will require the active engagement and alignment of a diverse set of stakeholders.
These stakeholders include Internal stakeholders (like employees within the Digital
Solutions business unit) Customers (like Building owners, developers, facility managers,
and other end-users who will directly benefit from the implementation of the Digital
Solutions platform) Technology partners (like Vendors, suppliers, and collaborators who
provide the software, hardware, and integration services that make up the Open Blue
Platform).

And the Regulatory and policy stakeholders (like Government agencies and industry
associations) and Community and environmental stakeholders (like Local
communities, non-governmental organizations, and advocacy groups that have a
vested interest in the environmental and social impacts of Johnson Controls'
operations). (Yang et al., 2014)
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By clearly identifying and understanding the needs, priorities, and potential concerns of
these key stakeholders, the collaborative problem-solving and decision-making
process can be designed to address their diverse interests and promote a shared vision
for the future of sustainable, healthy, and energy-efficient buildings. (Rhodes et al.,
2014)

4. Change Management

Change management is essential for successful implementation of the collaborative
problem-solving and decision-making process. It helps organizations effectively transition
when implementing new processes or making improvements. It ensures that employees
understand, accept, and adopt changes smoothly, minimizing resistance and disruptions.

Conducting a comprehensive stakeholder analysis will help identify all individuals and
groups that will be affected by the implementation of the new process. (Nursin et al.,
2018) Develop a stakeholder engagement plan to ensure that all stakeholders are
informed, consulted, and involved in the change process (Clardy, 2013) (Nursin et al.,
2018). By addressing change management concerns will increase the likelihood of a
successfulimplementation of the collaborative problem-solving and decision-making
process, driving the sustained adoption of the Open Blue Platform and the achievement
of the organization's strategic objectives.

5. Leadership and core values

An effective leadership style that fosters a positive culture of diversity and inclusion will
drive innovation, employee satisfaction, and long-term success. The combined impact is
not only reflected in the workplace environment but also in the organization’s performance
and reputation in the broader market.

Leaders Set the Tone Doing the Right Thing

+ Raising concerns early
protects our company and
strengthens trust

+ Leader's actions shape our
culture and guide our
teams

* Integrity is our core value
and shared responsibility

+ Every decision, big or
small, builds our reputation
and ensures lasting
success — there are no
shortcuts

+ Your voice matters and is
protected — no retaliation

+ Carry our values forward

m %,
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6. Innovation culture and R&D

Fostering a culture of innovation will strengthen collaborative problem-solving and
decision-making, ensuring the organization remains agile, adaptable, and responsive to the
evolving needs of the market and its customers. Johnson Controls mission and vision
statements should clearly articulate the commitment to innovation, sustainability, and
customer-centricity to align all employees around a common purpose and future direction.

Foster a culture of trust and autonomy, allowing employees the freedom to explore new
ideas and implement innovative solutions. Implement a robust system of rewards and
recognition that celebrates and incentivizes innovative thinking and successful
problem-solving. Allocate a significant portion of its R&D budget for enhancing the
capabilities of its Smart Building solutions and integrated offerings incorporating
feedback from customers

e Talent Acquisition and Development:
Invest in recruiting and training skilled workforce that includes hiring technical experts,
sales and marketing professionals and customer service personnel with deep
knowledge of the local markets and customer needs.

¢ Partnerships and Collaborations:
Establish strategic partnerships with local building management firms, real estate
developers and technology providers to expand its distribution channels and enhance
integrated solutions. Identify and work with select strategic customers for co-creating
product roadmap and pilot projects deployments. These efforts will help to gather
valuable feedback to refine products and build a successful track record that can be
used to drive wider adoption in the market.

¢ Feedback and improvement cycle:
Itis a cornerstone of iterative development, enabling teams to continuously improve
products and processes through structured, timely input. The Agile feedback cycle is
recurring loops of communication and evaluation that occur throughout the
development process. These loops ensure that teams stay aligned with stakeholder
needs, adapt quickly to changes, and deliver high-value outcomes. Agile thrives on
short feedback loops to prevent misalignment with user needs, enable rapid course
correction, foster a learning mindset, reduce rework and technical debt

Itis crucialto underline the breakthrough results during the new process formulation. It
is essential for JCI to clearly articulate the strategy behind the process, establishing
progress metrics and effectively managing its execution for achieving breakthrough
results.
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An important part of adopting and executing a new process is monitoring and
measuring. Balanced Scorecard (BSC) (Weller, 2017) is a well-known methodology for
gauging and tracking such processes with key goals. It is important for goals and targets
are managed top down as employees inherit their leadership goals and target in their
performance score cards.

e Monitoring and Measuring:

The score card capturing KPI (Key Performance Indicates) should be diligently and
continuously tracked in small team meetings and in leadership discussions. The results
roll up to top management measures for review ensuring every employee in the
organization has a critical part in this strategy for achieving the result.

Itis also important to acknowledge the new process proposals are untested for
guaranteed outcome. 70-90 % of organizations have experienced failures due to many
reasons including top management change, organization’s direction shift, financial
crunch, market demands etc. (Kaplan et al., 2004). This underscores the need to
understand the potential risks of execution failures and to implement corresponding
monitoring and evaluation plan for mitigation measures.

The proposed Integrated Sustainable Building Platform, anchored in customer-centric
services, marks a strategic reinvention of Johnson Controls Digital’s business model. By
harnessing our deep domain expertise and integrating advanced technologies, we are
enabling customers to accelerate their sustainability ambitions, elevate operational
performance, and build resilience against future disruptions.

Through strategic partnerships, a culture of innovation, and an unwavering commitment to
sustainability, we are not only empowering our customers, but we are actively contributing
to global climate goals and reinforcing Johnson Controls Digital’s position as a trailblazer in
the smart buildings sector.

By cultivating a collaborative ecosystem of partners, innovators, and industry leaders, we
are creating the conditions for continuous advancement and purposeful disruption across
the built environment, while upholding our ‘Integrity First’ value proposition. Our
capabilities in data analytics, predictive maintenance, and intelligent control systems will
be instrumental in optimizing building performance, reducing energy consumption, and
minimizing environmental impact.
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VALUES FIRST

WINNING

INTEGRITY FIRST

We promise honesty and transparency.
We uphold the highest standards of integrity and
honor the commitments we make.

R VALUES DRIVE
NING BEHAVIORS

ance with Unyielding Integrity — We are in this together!

This holistic approach to smart building management ensures our customers can
confidently pursue net-zero targets while enhancing user experience and operational
agility. The success of this initiative will hinge on our ability to execute the organizational
shifts and strategic investments necessary to scale and sustain the platform.

Ultimately, our vision for Johnson Controls Digital solution is to redefine the future of
sustainable built environments, empowering our customers to shape a greener, more
resilient, and digitally enabled world.

Total number of words: 6948
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Appendix

Alignment with Module 1 and 2 Insights

This proposed reinvention synthesizes the strategic frameworks and collaborative methodologies
developed in Modules 1 and 2. The foundational analysis of industry trajectories, stakeholder
expectations, and Johnson Controls’ core capabilities directly informed the conceptualization of
the Integrated Sustainable Building Platform. This platform responds to the escalating demand for
built environments that are not only energy-efficient and resilient but also digitally integrated to
support adaptive, human-centric operations.

Moreover, the problem-solving and decision-making models explored in Module 2 have been
embedded into the platform’s architecture, ensuring responsiveness to dynamic user needs and
scalability across diverse geographies. By bridging strategic foresight with operational design, this
capstone presents a holistic solution that aligns with Johnson Controls Digital’s sustainability
objectives and positions the organization to lead in the transformation of smart building
ecosystems.

Summary of Module 1 - Develop New Ideas and Processes for JCI Digital in Asia
Outcomes: Strategic Foundations for Sustainable Building Innovation

Module 1 established the conceptual and strategic groundwork for the development of the
Integrated Sustainable Building Platform, anchored by a newly developed Sustainable Building
Design Framework. This framework synthesizes best practices for embedding sustainability across
the lifecycle of smart buildings—from design and construction to operations and renewal. It serves
as a foundational reference for aligning environmental imperatives with digital innovation.

The framework incorporates a spectrum of sustainable design principles, including the
prioritization of eco-friendly and locally sourced materials, optimization of building orientation and
systems to enhance energy efficiency, and the integration of smart waste management and
recycling technologies to support the transition toward a circular economy. These principles are
contextualized within broader industry shifts and organizational capabilities, resulting in a platform
that is both technically robust and strategically aligned.

Key outcomes from Module 1 include:

Industry Trend Analysis: A comprehensive review of macro drivers, including the rise of smart cities,
increasing sustainability mandates, and the proliferation of loT technologies provided critical
insight into evolving market dynamics and stakeholder expectations. These findings informed the
strategic direction and value proposition of the platform.

Competitive Positioning Assessment: A detailed evaluation of Johnson Controls Digital’s market
stance revealed opportunities for differentiation through integrated energy and automation
solutions. This analysis identified strategic levers for expansion and highlighted areas where
existing competencies could be amplified.
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Innovation Pipeline Development: Structured ideation sessions generated a portfolio of new
product and service concepts, with the Integrated Sustainable Building Platform emerging as a
flagship initiative. This concept leverages Johnson Controls’ expertise in building automation and
sustainability to deliver measurable impact across diverse geographies. These innovative ideas
formed the foundation for the company's reinvention strategy.

Strategic Prioritization Framework: Development of a strategic framework to evaluate and prioritize
the most promising ideas, considering factors such as market potential, alignment with corporate
objectives, and technical feasibility. This structured approach ensured that the company's
resources were towards the most impactful and viable initiatives.

Organizational Transformation Recommendations: To support sustained innovation, the module
proposed cultural and structural shifts within JCI Digital including the formation of dedicated
innovation teams and the adoption of design thinking methodologies. These transformative
changes are essential for fostering agility and resilience in a rapidly evolving built environment
sector.

Summary of Module 2 - Problem Solving and Decision Making for JCI Digital
Outcomes: Strategic Implementation through Collaborative Decision-Making

The collaborative problem-solving and decision-making frameworks developed in Module 2 have
played a pivotal role in shaping both the strategic orientation and implementation roadmap for the
Integrated Sustainable Building Platform. By embedding multi-stakeholder perspectives, rigorous
risk evaluation, and a structured change management strategy, the initiative has been designed to
ensure both feasibility and long-term viability within the evolving smart building ecosystem.

By expanding our focus on these key elements, we have been able to anticipate and mitigate
potential challenges, proactively engage stakeholders, and outline a comprehensive roadmap for
the successful implementation of our Integrated Sustainable Building Platform.

Moreover, the integration of cross-functional collaboration, anticipatory risk management, and
adaptive change leadership has yielded a resilient implementation strategy capable of navigating
the complexity and volatility inherent in the smart buildings sector. This holistic approach not only
reinforces the platform’s strategic relevance but also aligns with broader sustainability imperatives
and innovation trajectories within the built environment.

Module 2 surfaced critical operational challenges within JCI Digital, including fragmented decision-
making processes, limited cross-functional collaboration, and an underutilization of data-driven
insights. These findings underscored the need for a more integrated and adaptive approach to
strategic problem-solving.

In response, a collaborative problem-solving framework synthesizing design thinking, scenario
planning, and multi-criteria decision analysis will be developed. This hybrid model enables JCI
Digital to approach complex challenges with greater inclusivity and analytical rigor, drawing on
diverse stakeholder perspectives and structured evaluation techniques.
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Further recommendations emerging from this module include:

e Decision-Making Enhancements: Establishing a centralized data analytics function to
generate actionable insights, adopting agile project management methodologies to improve
responsiveness, and embedding user-centric design principles to ensure stakeholder
relevance and solution usability.

e Cultural and Organizational Transformation: Promoting a culture of continuous
improvement through structured feedback loops and the creation of cross-functional
innovation hubs. These mechanisms are designhed to facilitate knowledge exchange,
accelerate learning, and foster collaborative experimentation across the organization.

By integrating the strategic insights from Module 1 with the implementation strategies developed in
Module 2, JCI Digital is well-positioned to lead the deployment of the Integrated Sustainable
Building Platform and scale other innovation initiatives across the region. This alignment of vision,
capability, and execution reinforces the organization’s role as a sustainability-driven leader in the
smart buildings’ domain.

SSBR
PhD by Portfolio Module 3
Student Task Completion Checklist

Learning Outcome 1 (LO1): Demonstrate knowledge of the most advanced frontiers of a field of
work. In what way(s) does your work fulfil this learning outcome? Give a full explanation

My research work demonstrates the learning outcome of advanced knowledge at the leading edge
of digital solutions for sustainable and net-zero smart buildings. Central to this work is the design
and strategic deployment of an Integrated Sustainable Building Platform, powered by Johnson
Controls’ OpenBlue ecosystem. This initiative directly engages with the most progressive
developments in smart building technology and sustainability practice.

The platform integrates cutting-edge technologies to optimize building performance, reduce energy
consumption, and enhance occupant well-being. Through the application of predictive algorithms
and machine learning, the system uncovers operational patterns and efficiencies that conventional
methods often overlook.

This proposal also reflects a comprehensive understanding of current industry trajectories, rising
demand for sustainable infrastructure and customer centric approaches, integration of renewable
energy sources, and the influence of ESG (Environmental, Social and Governance) metrics in
investment and operational decision-making. It further incorporates strategic responses to global
disruptions such as geopolitical instability, technological shifts, and the post-pandemic
recalibration of urban and workplace design embedding resilience into both the platform and the
broader business model.

Informed by my professional experience as a Customer Success Director for JCI Digital Solution,
this work bridges academic inquiry with applied industry insight. It draws on my real-world
knowledge of the operational challenges, strategic opportunities, and regional nuances that shape

digital transformation in the built environment.
|

BY VICTORIA PRINCE 39




Finally, the platform’s development and services are guided by a user-centric approach,
incorporating feedback from building occupants and stakeholders to ensure relevance, usability,
and long-term adoption. This emphasis on human-centered innovation reinforces the platform’s
potential to deliver meaningful impact across technical, environmental, and social dimensions.

Learning Outcome 2 (LO2): Demonstrate the most advanced and specialized skills and
techniques, including synthesis and evaluation, required to solve critical business problems
and to extend or redefine professional practice. In what way(s) does your work fulfil this
learning outcome? Give a full explanation

My work exemplifies the highest level of professional practice by applying advanced, specialized
techniques to solve complex business challenges and extend the boundaries of sustainable
building management. Drawing on my expertise in digital solutions, customer success, data
analytics, and sustainability, | have developed a comprehensive proposal for an Integrated
Sustainable Building Platform, a transformative solution designed to reduce energy consumption,
enhance building performance, and elevate occupant wellbeing through customer-centric
services.

This platform integrates cutting-edge capabilities such as predictive analytics, real-time
monitoring, and automated optimization, empowering building managers to make informed,
proactive decisions. Beyond technical innovation, the proposal reflects strong collaborative
problem-solving and strategic decision-making, addressing key industry pain points including
fragmented data, system complexity, and the need for greater transparency.

Recognizing the diverse perspectives of stakeholders like owners, tenants, and employees, I've
embedded change management strategies that highlight the platform’s tangible benefits: cost
efficiency, improved comfort, and measurable sustainability outcomes.

At its core, the proposal advocates for a paradigm shift toward customer-centric operational
models, where data becomes the linchpin for long-term success. By aligning people, processes,
and technology, the platform enables tailored service delivery, agile design execution, and robust
documentation of evolving requirements—driving both operational excellence and enduring
customer relationships.

The platform’s architecture supports substantial energy savings and aligns with global
sustainability imperatives. While intelligent buildings seemingly require higher upfront investment,
they unlock long-term value through renewable energy adoption, enhanced energy management,
and future-ready workplace design. This proposal underscores the strategic importance of energy
efficiency and sustainability in modern building operations, paving the way for smarter, more
resilient environments anchored on customer satisfaction.
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Learning Outcome 3 (LO3): Demonstrate substantial authority, innovation, autonomy and
professional integrity. In what way(s) does your work fulfil this learning outcome? Give a full
explanation

My work exemplifies the integration of advanced strategic competencies, autonomous decision-
making, and ethical leadership into sustainable business transformation. The work aligns with key
research themes in sustainability studies, including system thinking, stakeholder-centric
innovation, and the operationalization of ethical governance within complex organizational
ecosystems

The development and deployment of a multifaceted business strategy in collaboration with
Johnson Controls core values reflects deep system-level understanding. By applying frameworks
and customer centric approaches, the initiative demonstrates authoritative command of strategic
planning and its translation into actionable, scalable models. This aligns with doctoral research
themes on strategic foresight, organizational agility, and adaptive governance in sustainability
transitions.

The project redefines value creation by shifting focus from tangible to intangible assets echoing
contemporary research on intellectual capital, brand equity, and relational value in sustainable
enterprises. The introduction of a flexible execution model and bespoke digital solutions illustrates
design-led innovation and technology-enabled transformation, both central to doctoral
explorations of smart infrastructure and digital sustainability.

The leader’s capacity for independent strategic decision-making and proactive adaptation to
stakeholder feedback reflects high levels of strategic agency and leadership autonomy. These
attributes are critical in this research examining distributed leadership, resilience in complex
systems, and transformational change management.

It also upholds ethical standards through transparent communication and inclusive decision-
making, reinforcing trust across stakeholder groups. Its emphasis on sustainability beyond
economic metrics aligns with corporate responsibility, ethical stewardship, and multi-stakeholder
value alignment. The integration of environmental, social, and governance (ESG) principles into
strategic execution further professional integrity, responsible for innovation and sustainable
organizational design.

Learning Outcome 4 (LO4): Develop new ideas or processes at the forefront of work. In what
way(s) does your work fulfil this learning outcome? Give a full explanation

My work in this research introduces a series of new concepts and processes that position it at the
forefront of sustainable building management. It reflects a strong commitment to innovation,
strategic foresight, and the advancement of environmentally responsible and economically viable
solutions.

At the core of this work is the Integrated Sustainable Building Platform, a novel framework that
synthesizes advanced technologies and sustainability principles to deliver a holistic approach to
building operations. By integrating digital solutions, loT infrastructure, data analytics, and
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environmental design strategies packaged with enhanced customer service, enables the platform
to optimize energy consumption, reduction of environmental impact, and occupant wellbeing
driving customer satisfaction for long-term success.

The expansion strategy outlined in this work adopts a data-informed approach to market selection
for high growth potential and increasing demand for sustainable building solutions. This strategic
direction not only diversifies revenue streams but also contributes to the broader global agenda of
environmental stewardship and climate resilience. Designed to catalyze meaningful organizational
change facilitating modernization without extensive capital reinvestment. This approach maximizes
energy savings and operational efficiency while minimizing disruption.

The proposal demonstrates a comprehensive understanding of current industry dynamics,
emerging trends, and future challenges. It emphasizes proactive innovation and anticipatory
design, aligning with scholarly discourse on sustainable development and smart infrastructure.
Furthermore, the integration of sustainability principles from the early stages of construction
planning enhances project outcomes by promoting efficient, context-sensitive design solutions.
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Johnson Controls at a glance

Nearly

140 Years

of innovation experience

More than

9,200

active patents

Named in

40+

leading sustainability

We are in

90%

of the world's most
iconic buildings
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1. Strategic Alignment

-~ Anchor to org. vision

- Define clear objectives
- Establish KPIs/OKRs

2. Process Selection

~ Prioritize high-impact
workflows

~ Assess value vs complexity

100,000

experts globally

4+ million

customers globally

More than

+35.2M

metric tonnes of CO.e reduced
for our customers since 2000

Customers saved more than

$7.2 billion

in energy and operational
savings since 2000

4

countries offering
1 50 alocal service from
ZOOObMW

$78 million

in charitable contributions
inthe past 5 years

+1.86 million

volunteer hours
in the past 5 years

100% increase

in energy productivity since 2022

Customer
Expansion

3. Current State Mapping
-~ Visualize E2E process

- Identify gaps & pain pts
-~ Gather stakeholder input

4. Future State Design
- Align to strategy

- Simplify & digitize
- Define ownership

5. Stakeholder Mobilization
- Co-create solutions

- Build change narrative

- Identify champions

6. Pilot, Iterate, Scale
- Launch targeted test

- Capture data + feedback
- Refine & expand

BY VICTORIA PRINCE

43




Creating a new class of smart, healthy & sustainable buildings

stainability & e performance & ational efficiency & urity, safety &
2rgy efficiency ductivity oment optimization mpliance

Track, control and measure your Drive optimal performance in the Smart facility management - operational Holistic management of all systems and
building’s energy usage and emissions workplace; across occupants, spaces consistency, risk mitigation and lower lifetime processes critical to the safety and security
with Al enabled optimization and operations costs across your assets & building portfolio of your building, people and assets

Improve space utiization by \  Enable 24x7 monitoring of
monitoring occupancy and equipment performance and
equipment usage alarm management

Baseline energy performance and
reduce energy spend

Single view of building asset
security information

Leverage proactive and predictive Recommendations and control —
maintenance including work with automated response on
orders intrusion or breaches

Decrease carbon footprint and Improve occupant wellness by
track to net zero goals optimizing indoor air quality

Oririze cost and SHEOALE Leverage sensors and mobile -~ Optimize Remote Operating
i U o p‘ ! il & i e technology to create an Center (ROC) efficiency with 3D
contiat ulity plast operations experiential workplace < Twin enabled command center

Automated efficiency and
> compliance of security operations

rt Building Platform
Leverage a scalable and cybersecure ecosystem of edge, cloud and digital twin technology to drive innovation

“T° Smart edge platiorm with suite of connectors Cloud data platform to clean, Secure APIs to access contextualized
=3 and software development (SDK) to build new © aggregate, tag and nommalize data data and build custom experiences
el integrations

OUR OPPORTUNITY
What winning looks like

BE A MAGNET
FOR TOP
TALENT
Solid safety metrics, high
engagement and low
attrition from enablement
of frontline, growing and

WIN AND inv?l\{ing everyone in DELIVER
RETAIN building a better JCI SUSTAINED
CUSTOMERS RESULTS

Better than our competition, Making room for re-
with differentiated products, investments, for our
services and exceptional shareholders, outperforming
experiences our competition
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Achieved Goals: FY21-24
Laid Solid Foundations

Created market-backed portfolio
of OpenBlue Saa$ offerings

« Acquired leading IWMS capabilities

with FM:Systems and integrated
FM-OB as a unified organization

= Provided technological backbone
for JCI Connected Services

« Boosted cybersecurity and edge

computing w/ Tempered & Foghorn

= Grew revenues double digit and GM
to 50%, reducing losses by 25 p.p.

Market
Opportunities

Step Change: FY25-27
Scale and Reach Profitability

Scale existing offerings via new GTM
motions, cross/up-sell, and synergies

Launch new offerings in industry and
professional services, delivering more
Al-enabled outcomes

Complete marketing, branding, and
commercial integration

Add technology & GTM partnerships
Unify product & technology platform
Create a united high-performing team

= Expand topline and margins to

Commercial
Intensity

become EBIDTA positive by FY25

North Star: FY28+
Achieve Market Leadership

Become the undisputed global leader
for smart buildings loT platforms

Grow organically thanks to repeatable,
recurring, and high-margin offerings

Extend the portfolio via inorganic
growth to add scale or capabilities

Develop additional revenue streams via
new business models (e.g., Data-as-
a-Service, Building Operating Systems)
Simplify and enhance digital capabi-
lities across JCI

Become a significant contributor to

JCI enterprise value with RR >$250M
and EBIDTA margin >25%

Differentiated
Solutions

Secure our rightful and profitable market share by driving commercial excellence,
standout solutions, and value through lifecycle management

Customer and
market insights
Maintain a close pulse on changing
industry and market dynamics,

responsive to customer feedback and
secular trends
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Brilliant with the
fundamentals

Ensure the fundamentals of running a
profitable business are in place,
including consistent revenue growth,
margin expansion through value-
based pricing, managing costs,
and collecting cash

Optimizing
Performance
Remove variation, simplify and
improve predictability of our
operations by harnessing data and
aligning resources to growth
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(O}

Process

& Support

Customer Success Criterls

Delivering sustainability Improving our operational footprint

COe ;
STOETT MATKe  SImmET 2 100%  100%

employees have sustsinability 42 % Manufacturing Increase in energy of our U.S. manufacturing
o through energy and operafionsl or diversity goals in their Sites Landill Free productivity since 2022 electricity consumption offset
Tor Ewstominy savings since 2000 performance reviews R oo with renewable energy

More than

2030 Sustainability Master Plan Goals

Commit to stay nimble and review our sustainability goals and strategy every two years in line with shifts in the global landscape.

Goal #1 Goal #2 Goal #3

=Dynarric Human « Sustainable Operational benchmarking
oty i e sanatieFoee AgnGN s
| Buildings Sustanabiity nnovason & SDG3,7,8,9,
: ENABLE | [reskaymes Techrology 11,12, 13 and 17
*Waste Thriving and Mot
Management & Future-A =Robust Supply
Circular Economy Chain Mgmt

)

GENERATING VALUE IN SIX CAPITALS

Manufactured Capital Social and Relationship Capital
Environmental Capital Human Capital

( Measured by Return on Sustainability & global benchmarks

SUSTAINABLE
DEVELOPMENT
i s i L9
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ADVANCING NET

“:. ZERO

i
AVOID

Passwe Strategies

REDUCE
Actve Strateges

REPLACE

Energy Management

TIRSYY LARTANTRIRE

=== Renewable Energy
Energy consumption in bulldings must be aggressively reduced by all means availabie before any " Maintenance & Contnuous
alternative energy-sources are considered. B . Commissioning

@ .Clcapabities
@ Partner capabiities

What is a business system?

it

It's how we do what we It's a global and cross-functional The winner is the company that
do. It's how we win. language and methodology for is the most capable: both
how we communicate and capable, empowered front
collaborate to win. line people and processes.

Differentiated Products Position Us to Win

Development cycle driven by collaboration and synthesis across market,
engineering and product management Secular trends introduce new customer needs, driving
—— demand for new products:

+ Customers, segmentation R .. -
+ Channel, lifecycle = Sustainability: Heat pumps, refrigerants, carbon

Market + Competition Tootprint, etc.

+ Codes, standards, regulations
* R&D community

/ K = Data Centers: Global demand is growing fast with Al

= Digital: Connectivity and software as a service

/// \\\ demand and power intensity increases
7 N
7 PRODUCT & A Technology is rapidly evolving, and products become
‘// TECHNOLOGY \\‘ more compl iril
plex, requiring more support through the

T i e il S lifetime of the system.
Product + Market validation Endlnsern « Design for manufacturing
Management  * Business case g 9 . hwsw product dev.

« Prioritization + R8D testing capabilities position in a dynamic market and are critical to

Winning product portfolios strengthen our

unlock downstream lifecycle opportunities.

Manufacturing and Procurement
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Integrated Solutions- Integrated Solutions is modularization of JCI's building systems offerings through

Solution Modules to meet customer needs

Energy efficient Space Cooling & Security & Asset Life & Asset Redundant
plant operations Prec

oz,
£

e Control Protection Safety Network

services
Ecosystem

4

: L. 2 s ,- - ¥ =

1. OPEN architecture of Data convergence 1

Maximize Entitlement upfront

Customer 2. Reduces risk of interdependencies JCI 2. Increased lifecycle revenue & margin
3. Simplified operation >> Lifecycle value
Lifecycle solution approach of * Need A - ioning - E ion - Service'

Value Discovery / Modular Data enabled

Need Assessment Solutioning Service

Reducing complexity and improving cost and velocity through 80/20

Simplify Targeted Growth
2006 79K Products
Security
Controls
Fire Scatter, flat  Sub-assembly  Production Velocity
# 5KUs SKUs Remaining
[Starf] Discontinued SKUs
[To Date] l Product: Transitioned to common sub- Product: Product development to
Product: Stock Keeping Unit (SKU) assembly across multiple models support “A” customers
) Reduction (thousands of SKUs)
Customer @ Customer: White glove service
Customer: Rationalize inactive, low- @ - Customers tiered by quad position program for “A” customers
revenue, low-margin customers > - Different policies from order-to-
terminate or move to distribution cash, based on customer tier Pricing
Tailored price increase/discounting
Operations: Getting high-running actions based on quad analysis
products on a production super-highway - Influences customer behavior; re-
= In-lining, one-piece-flow direct customer towards high-runners

Improving margin, quality and velocity through complexity reduction, operational efficiency and strategic pricing
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Executing Customer Success as ONE JCI: Teams, Roles and Responsibilities

USTOMER SUCCESS FRAMEWORK

G Adopt & Transform Unlock Value
g

les pi Y
s Prjec Panning | Sokton s e I i s
Opportunity Secured Project kick-off — Internal 111 HW / Gateway Installation 1 f’"’d:;": f;'rl”(l""m Y Lo g & s 1l
. Proposals & Sales process. - K - On-site HW Installation - ‘9! 9
. Solution Architecture N Solution Verification - Network connectivity s
*  Register opportunity in *  Outcome expectation understanding ;::;;mr e connciey check,  needed 1
et ‘ Site provi iz
Project kick-off — External (Customer] — "
& L O | Data Onboarding User Onboarding 1
. Project Dossier Verification : Spaces/Ploces Configuration Understand usoge challenges and feedback
Scope | Schedule | Risk |Governance RO EITER Mi
o EeNE e, T 1
e T s e Support ! s
el e L AT Co-ardination; Suppart onbogrding team (Digital Garage - [EC) os
neeaed —
Support provided I I Data Validation/ Stabilization Quarterly Business Reviews with customer I I I
i A o B A e R e e ° O e TR RIS
. dara
- N N
o o 1 Y 0 S
= Solution document siga-off Support .
- Support onbearding teom to address/ troubleshoot with potential Understand Feedbacks
S i L Case study and amplification
*  Solution document preporation & explanation I - Random check of 2%-3% of points for correct mapping 7 P I
Customer/ User trz I Opportunity identification Lend &Expond]
- Facilitate Customer training, undersiand user personas *  Conduct Customer workshops as deem fit. Explore and
Digital Readiness | Mobilization 1 wnderstand possible update/upgrade/ cross sell opportunities.
~ " W ardering e 1
0 e G e B e
= Facility data collection ( Places and spaces detail [ = Renewal
b T (e pr ey T ) Deployment Sign-off = Subscription renewal with Custamer and associated
«  Customer’s T opproval = Sign-off deployment check sheat with the custamer l intercompany logistic needs
* Hand over to Service GPS
ferm Support
Support I ‘Any Documentation and Readmap sharing
Branch/Country — Sales = Preparation of the sign-off decument
| Branch/Country - Execution & GS Project Management
. | . if applicable | Risk | Coatract & Change management | EHS 1
J 55— Regon aPA) )
} 25— Dot el cergi e 1l Johnson /])I('
DS tesms Weekly project reporting (for enterprise apportunities)

Controls

APAC Digital Team Eco system JohnsonI ”j)):(’

Controls

‘e Intemal Hand-offs CUSTOMER

Prepare ——»  Comnect —» 5‘:;:;‘ —» Stabilize —» Create Baseline ———Optimize and Dejivery Outcome
‘Support, Unlock Value
Digital Delivery Deployment GEETES MEh = & Renew
Stages
Go
lfm
1.1 Deployment pre-reaquites 21 Data Ingestion 3.1 Gustomer Tralning 41 Predictive Analytics & monioring based optimization
1.2 Project Kick-off meeting 2.2 Provision & Configure 3.2 User On-boarding 4.2 Future Proofing
1.3 Mabiization ) 2.3 Data Stabilization 3.3 Change Management ( Customer ) 4.3 Value Capture
1.4 Solution Design and Engineering 2.4 Qualty Check J Valdation 4.4 Advocacy & Renewal
1.5 Solution Document Signoff 2.5 Customer Sign-off 4.5 Value & Business Growth
Country DSAM ( Digital Service Account Manager )
DS Country ‘
Country Leade (Indic _— N
Team ountry Leaders (India) ‘ Country DTAM ( Digital Technical Account Manager )

Country PMO (Booking / invoicing! Hardware procurement )

APAC Leaders

Global
Customer Success

Global
Product Management +

Global SRE
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Key Roles and Responsil s - Brai

Role : DSAM (Digital Service Account Manager) — Branch

Responsibilities

. Responsible for end-to-end project success leading to life ¢
Manage customer relationship thraughout the project lifec
Support site survey and data gathering for deployment pre
Co-ordinate with 3rd party vendors for site assessment an¢
. Facilitate digital readiness of the facility/ site for deploymer
. Customer IT approvals & network access for data onboardil
. Hardware procurement (like OBB, IAQ etc) and complete in
Troubleshoot and fix data and site related issues

Support global onboarding teams (IEC) for Data ingestion a
10.Manage project delivery schedule and budget

11.0btain customer sign-off and subscription start on delivery
12.Issuance of inter-co PO and completing it in DOP ( Digital O
13.Maintain data quality and integrity of the platform throug
14.5upport customer on change management process and pla
15.Drive Outcomes/ Rol from the deployed platform and com
16.Run Delivery progress meeting during delivery phase and C

BNV S WN

L

Key Roles and Responsibilities - Branch

\ Role : DTAM (Digital Technical Account Manager) - Branch

Responsibilities

Technical advisor for customer leading to digital business growth.

. Influence product roadmap for customer digital growth strategy and budget

. Ensure data health of the solution ; identify and fix the cause of issues / data loss.

Drive user onboarding with additional training / support, when required.

Continuous assessment for higher ROI , increased energy savings and higher platform adoption
Develop simple custom report, widgets, analysis for customer business requirement

Fine tune FDD* diagnosis and cost expression when required .

. Technical support for QBR / MOR and strategy discussion with customer

. Develop and execute Value delivery for continual success

10.Provide ongoing configuration® due to changes in site (Un-mapping old points and re-onboarding existing points)
11.5upport customer on change management process and platform adoption plans

BN LA W

w0

* Notes of clarifieation:

+  Ongoing configuration — DTAM services are limited to minor adds/moves/changes; New buildings or large canfiguration that impacts
subscription price would be handed over to Sales team for expansion opportunity.

= Complex FDD with additional configurations to be evaluated for cost impact / Variation Order

«  Complex reports to be evaluated for cost impact / Variation Order

Strategic ﬁ
Drivers Qb

Leaders Set the Tone

+ Leader's actions shape our

culture and guide our
teams

+ Carry our values forward
lIIIIIII-
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fﬁ Leading Teams {7 Leading Managers 55 Leading the Enterprise

Building Effective Leaders Building Effective Leaders
Empowering the Organization
Coaching and Developing Talent
Energizing the Organization
Customer Focus
Inspiing Bottom Up Innovation
Digital Leadership

Driving Execution and Results.

Entreprencurship

Financial Savvy
Operational Decision Making

Establishing Strategic Clasity

Cultivating Networks.
and Partnerships

Doing the Right Thing Speak Up

+ Raising concerns early
protects our company and
strengthens trust

+ Integrity is our core value
and shared responsibility

+ Every decision, big or
small, builds our reputation
and ensures lasting
success - there are no
shortcuts

« Your voice matters and is
protected — no retaliation

S
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